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The growth and changes faced by hospitality industry globally has in some way influence the 
competencies of its personnel.  There has been growing concern about graduates‘ 
competencies as to what requires by the industry. Previous study revealed that hospitality 
management programmes are not preparing hospitality students adequately with the required 
competencies to fit in the current workplace. As such, educational institutions should play 
their roles in developing and embedding graduates with essential competencies thus preparing 
them towards the competitive workforce.  This paper aims to investigate the competencies 
required by hospitality graduates from the industry‘s perspective. This paper is constructed 
based from past studies on hospitality management competencies considering competencies 
from the management competency model and the generic skills framework. A Delphi 
technique is used to investigate graduates competencies from the viewpoint of the hotel 
industry. 
 




The booming and rapid growth of hospitality and tourism industry in Malaysia in a way has triggered human 
resource issues on skilled employees in the sector. Despite many higher education institutions offering related 
diploma and degree in hospitality, there are concerns that local Malaysian graduates still do not posses proper 
skills and knowledge as they were expected to develop during their studies in both local and private universities 
(Woo, 2006). The changes faced by hospitality industry globally have also influenced the competencies required 
for hospitality workforce (Tsai, Goh, Huffman & Kenney Wu, 2006). In order for hospitality graduates to 
survive and build a career in the hotel industry, they must be fully prepared and equipped with proper 
competencies. Existing studies carried out to five star hotel managers in Malaysia discovered that fresh 
hospitality graduates are lacking in knowledge and skills to be positioned at the supervisory and management 
level. In addition, graduates‘ are also perceived as not having enough work experience to be in the management 
position (Ahmad & Zainol, 2011). The issue on graduates‘ competencies has become great concern to 
educational provider and the industry (Turkson & Riley, 2008).  Therefore, there is a need to investigate on what 




Lefever and Withiam (1998) described competency as knowledge, traits, skills and abilities attributed to 
people that behave in a specific ways that differentiate an outstanding and average performance.  Competencies 
are also referred to as a person skills, knowledge and attitude that are observable, measurable and produced 
outcomes (Tsai et al., 2006). Competency may be viewed as applied knowledge, skills and attitude that create 
competitive advantage for an establishment (Kouwenhoven, 2010). Spencer and Spencer, (1993) associated 
competency with characteristic of individual that is related to job performance.  
The concerns on investigating hospitality graduates‘ skills must be a continuous effort as the needs of the 
hospitality industry changes over time with the growing of technology (Raybould & Wilkins. 2005; 2006). 
There were several studies on graduates‘ competencies that looked from the industry‘s perspective. A study by 
Brownell and Chung, (2001); Kriegl (2000) and Tsai et al., (2006) suggested that hospitality graduates must 
have strong leadership skills and should practice flexibility when working in the industry.  Tsai et al., (2006) in 
their study on graduates‘ competencies conducted in Taiwan has identified interpersonal skills as the most 
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important skills for hospitality graduates followed by conceptual and leadership competencies. In Australia, 
hotel industry expected graduates to have good interpersonal, problem solving and self management skills. 
(Raybould & Wilkins 2005;2006). While in Ireland, hotel managers‘ preferred graduate to represent both strong 
practical and soft people management skills which includes the technical, analytical competencies, 
communication skills, having good personality, customer service skills, problem solving; finance skills; 
accounting and budgeting (Connolly & McGing, 2006; Nolan, Conway, Farell & Monks, 2010). 
The study conducted by Shariff and Abidin (2014) on human resource manager‘s perception towards 
tourism and hospitality graduate‘s competencies in Malaysia has shown that ability to work as a team is 
regarded as the most essential competencies in comparison to the least regarded competencies, ability to use 
technology. In another study by Sisson and Adams (2013) on identifying the essential hospitality management 
competencies needed by managers in hospitality industry discovered that industry preferred graduates with soft 
competencies especially in developing positive customer relations and ability to work effectively with other 
subordinates. However, apart from emphasizing on soft skills, graduates should also equipped themselves with 
hard competencies that are gained through education and training. Nevertheless, apart from soft and hard 
competencies, Littlejohn and Watson (2004) have raised another issue that is associated with graduate‘s 
attitudes. Accordingly, attitudes of graduates towards working in the industry are seen as one of the important 
aspect as the knowledge graduates gained throughout their studies. They revealed that graduates need to have 
good people management skills and are more customer focus in order to be in the hospitality industry. Hence, 
they suggested the need of educational institutions to emphasize on developing generic management skills.  
Past literature reviews on graduates‘ competencies discovered that industry‘s expected graduates to possess 
certain competencies, attitudes and behaviours.  Therefore, higher education institution offering hospitality 
programs are expected to introduce program that encourage people management skills and to offer courses that 
can develop  soft skills including decision making, problem solving, teamwork, initiative and interpersonal 
skills and are able to expose student to the real industry (O‘Connor, 2002). At the same time, other 
competencies including teamwork, basic knowledge in information technology, oral communication, 
presentation skills and time management can also be accomplished at the college level (Malone, 2007).  
Literatures revealed that studies on competencies are associated with the competency models. Competency 
models were developed to assist in competencies studies. Mc Lagan (1996) described competency model as a 
decision tool that describes the key capabilities for performing a specific job. Several competency models have 
been developed in other countries to assist human resource development in identifying competencies required 
for the workforce such as the Sandwith‘s model, Generic Skills Framework and Employment and Training 
Administation (ETA). Previous study on hospitality competencies have adopted Sandwith competency domain 
model (e.g. Hu, 2010; Kay and Russette, 2000; Tsai et al. 2006; Zopiatis, 2010). Hu (2010) carried out a study 
on developing core competencies for innovative culinary development while Kay and Rusette (2000) also based 
on Sandwith‘s model to identify competencies for hospitality managers. This model focused on management 
competency that outlined five domains namely leadership; interpersonal; conceptual-creative; administrative 
and technical domains (Sandwith, 1993). Other model on competency study, the generic skills framework was 
developed by Australian National Training Authority [ANTA], (2003). This model outlined nine skills area 
including communication; teamwork; problem-solving; initiative and enterprise; planning and organizing; self 
management; learning and personal attributes (ANTA, 2003). Raybould and Wilkins (2005), in their study on 
hospitality manager‘s expectation on graduate‘s competencies in Australia has adopted  generic skills 
framework as this model provide alternative to previous competency model that are  more management specific. 
Accordingly, Raybould and Wilkins, (2005; 2006) in their study described generic skills framework as 
employability skills or soft skills that are important to gain employment in an organization. Apart from using 
competency models to identify and develop competencies for industry workforce, previous studies also 
discovered the use of competency based education approach in curriculum development (Brownell & Chung, 
2001). This competency based education has been accepted in technical and vocational education. 
The foundation for this study is based from the previous literatures on hospitality management competencies   
considering both the management competency model and the generic skills framework. Although earlier 
literatures have identified several competencies that are regarded as essential for hospitality graduates in other 





This study used Delphi technique to investigate the required competencies for hospitality graduates‘ from 
the hotel industry‘s perspectives. Delphi technique is an organize group communication that emphasize on 
complex issues and requires repetition to obtain consensus about some future direction (Loo, 2002). Delphi 
techniques can sometimes engage in three round of the study before consensus is achieved (Duffield, 1993). 
Delphi technique was selected for this study as it has been recognized to gather judgments and opinions from a 
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group of experts (Kaynak, Bloom & Leibold, 1994; Kotler & Keller, 2012). In this study, the Delphi technique 
will involve several steps. The first step is identifying the problems related to the study from the previous 
literatures (Kaynak et al., 1994). Then, it will be followed by the questionnaires development and design. The 
second step involves the identification and the selection of the panelist. The third step involves questionnaires 
distribution for round one Delphi and questionnaires responses, evaluation and analysis for round one. The 
fourth step involves questionnaires distribution for round two Delphi and questionnaires responses, evaluation 
and analysis for round two. If the consensus is reached, the next step is to proceed with the final report. 
However, If consensus has not been reached, the reiteration process will continue until consensus is reached. 
The individuals selected for this Delphi study involved 176 lodging representatives from four and five star 
hotels in Peninsular Malaysia. The research sample for Delphi need to consider the expert‘s in terms of: 
knowledge and experience of the issue understudy; capacity and willingness to participate in Delphi; sufficient 
time to participate and effective communications (Adler & Ziglio, 1996). Therefore, the identified lodging 
representatives  includes those who are experts in the hotel industry, namely the general managers, human 
resource managers or the industry‘s expert that hold other management positions who are involved directly in 
the management of the hotel operations. All the identified lodging representatives were contacted through a 
formal letter to inform them about the study and the probability of several rounds involves in the study. The 
questionnaires for the first round of Delphi were also distributed to all 176 lodging representatives via post. 
Lodging representatives were contacted in June 2014 and were given one month to complete the questionnaires 
and return it to the researcher by the end of July using the stamped envelope provided during round one of the 
questionnaires distribution. This study has completed the first round Delphi. Therefore, this paper will only 
report the analysis and the findings from the first round of the study. From 176 identified lodging 
representatives selected from four and five star hotels in Peninsular Malaysia, 32 lodging representatives 
responded to the study. According to Cavalli-Sforza and Ortolano (1984) a typical Delphi panel normally 
consist of 8 to 12 members while 7 to 12 members is considered as the optimum size for Delphi (Phillips, 2000).  
The first round questionnaires consisted of two sections, section A comprises questions that requires 
participants to fill in their profiles such as gender, age, organization profiles, current position and number of 
years working in the industry. Section B requires participants to rate the competencies statements whether the 
statements represents or do not represent competencies for hospitality graduates and a remark column is 
provided at the end of each competencies statements to encourage participants to suggest additional 
competencies that they think is important for hospitality graduates but are not listed in the questionnaires. Based 
from previous literature studies, 69 hospitality competencies were identified. 
The first round questionnaires were analyzed using Statistical Package of Social Sciences (SPSS) Software 
version 2014. The descriptive statistics, frequency and percentage were used to identify whether the items 
represented or do not represent hospitality graduate‘s competencies as desired by the hotel industry. If the items 
represented graduate‘s competencies, it is indicated through a high percentage score while lower percentage 
score or a score below 50% indicated the item is not important. Therefore, item that has a score below 50% 





As stated, this paper will present the findings for round one Delphi. Table 1 shows the findings on 
competencies for hospitality graduate‘s as perceived by the hotels industry. 11 competencies items recorded a 
score of 100% percentage as competencies that hospitality graduate‘s should represent. The 11 items are 
communication skills (oral, professional writing and email etiquette); ability to take on additional 
responsibilities; demonstrate sense of responsibilities; professional grooming and appearance; knowledge on 
general hotel operations; ability to work as a team; managing personal stress and emotional control; demonstrate 
listening skills; demonstrate time management skills; positive thinking while facing difficulty and flexible team 
player. Another 10 items are rated with 96.9% percentage and is revealed as the second highest percentage of 
the competencies items for hospitality graduates. These items are commitment to high performance; ability to 
perform multi- tasking; ability to prioritize task; develop effective working relationship with fellow associates, 
managers, outside representatives and agencies; possesses basic problem solving skills; computer knowledge on 
standard Microsoft office applications (e.g. word processor, spreadsheets, databases); maintain professional and 
ethical standards in the work environment; able to work independently and without close supervision; 
demonstrate  operations and supervisory skills and demonstrate ability to work in a pressurized environment. 
Only three items received 68.8% percentage that indicates the lowest percentage on competencies for hospitality 
graduates. The three items are ability to analyze financial statements; able to develop a marketing plan and 
knowledge of multiple languages. There is also another one item, the ability to interpret financial statements that 
received the second lowest percentage, 71.9%. Although these four competencies items received the lowest and 
second lowest percentage, however, these percentage figures are still above 50% percentage. All 69 
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competencies items are still considered as essentials competencies for hospitality graduates from the hotel 
industry perspectives. Therefore, in round two, all 69 competencies items will still be included in the 
questionnaires development and questionnaires distribution. 
 
Table1. Competencies for Hospitality Graduates 
No. Competencies Items Percentage 
(%)  
1 Communication skills (oral, professional writing and email etiquette) 100 
2 Delivering exceptional and consistent customer service 93.8 
3 Commitment to high performance 96.9 
4 People (HR) skills 93.8 
5 Ability to perform  multi- tasking 96.9 
6 Ability to prioritize task 96.9 
7 Ability to train others 84.4 
8 Ability to motivate others 87.5 
9 Ability to handle change creatively  84.4 
10 Ability to handle change effectively 90.6 
11 Ability to analyze financial statements  68.8 
12 Ability to interpret financial statements 71.9 
13 Ability to develop management skills 87.5 
14 Ability to take on additional responsibilities 100 
15 Demonstrate  sense of responsibilities 100 
16 Develop effective working relationship with fellow associates, managers, outside 
representatives and agencies 
96.9 
17 Possesses basic problem solving skills 96.9 
18 Possesses strong analytical skills 81.3 
19 Professional grooming and appearance 100 
20 Possesses sales skills 84.4 
21 Computer knowledge on standard Microsoft office applications, e.g. word processor, 
spreadsheets, databases 
96.9 
22 Effective influence skills 81.3 
23 Knowledge of inventory  and cost control 78.1 
24 Knowledge on general hotel operations 100 
25 Knowledge on technology 75.0 
26 Able  to develop a marketing plan 68.8 
27 Able  to develop staffing schedules 90.6 
28 Able to forecast revenues and staffing needs 81.3 
29 Able to identify target markets 78.1 
30 Knowledge of health, safety and hygiene 93.8 
31 Managing crisis situations: fire; employees or guest injuries; earthquake and other 
disasters 
87.5 
32 Able to develop positive customer relations  93.8 
33 Knowledge on customer service   93.8 
34 Possesses a leadership abilities  93.8 
35 Ability to work as a team 100 
36 Managing personal stress and emotional control 100 
37 Supervising subordinates 90.6 
38 Using ethics in decision making 93.8 
39 Able to write a standard operating procedure (SOP) 81.3 
40 Able to write a simple business report 84.4 
41 Systematically trace and identify operational problems 84.4 
42 Implement internal control systems in response to an identified problem 78.1 
43 Delegate responsibility and authority 84.4 
44 Manage meetings to ensure productivity 78.1 
45 Maintain professional and ethical standards in the work environment 96.9 
46 Demonstrate empathy in dealing with customers and staff 90.6 
47 Demonstrate listening skills 100 
48 Demonstrate cultural awareness in dealings with staff and guests 93.8 
49 Give and receive feedback on performance 93.8 
50 Set personal objectives 93.8 
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51 Develop a personal career plan 93.8 
52 Demonstrate time management skills 100 
53 Able to work independently and without close supervision 96.9 
54 Understand unique characteristics of lodging industry 81.3 
55 Able to communicate effectively across different departments 90.6 
56 Positive thinking while facing difficulty  100 
57 Knowledge of multiple languages 68.8 
58 Able to develop workflow according to specific operations 81.3 
59 Ability to use developed technology to assist in daily hotel operations 87.5 
60 Assist in promotional activities and public relation strategies 87.5 
61 Operationally focused and flexible 90.6 
62 Possesses high level of personal skills 87.5 
63 Emphasize personal development, prioritized training and on- the- job opportunities 93.8 
64 Flexible team player 100 
65 Demonstrate  operations and supervisory skills 96.9 
66 Demonstrate ability to work in a pressurized environment 96.9 
67 Ability to adhere to standard operating procedures (SOPs) and other hotel policies and 
procedures 
87.5 
68 Understand basic building utilities and facilities 81.3 






This paper provides insight of competencies required for hospitality management graduates. Based from past 
studies, competencies required for hospitality graduates may slightly differ according to the country the research 
is conducted. Previous literatures indicated the top most rated competencies for hospitality graduates includes 
good interpersonal skills, people skills, leadership skills, problem solving skills and teamwork. This study 
revealed that the preferable competencies hotel industry requires from hospitality graduates are communication 
skills, teamwork competencies, interpersonal skills, people skills, time management skills, good stress 
management, positive thinking, flexible team player and knowledge on general hotel operations. However, this 
conclusion is only based on the limited findings from round one Delphi. This study is now at round two of 
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